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PREFACE 



Jhis preface will explain the role of three national organizations in ihe development of 
this haodbook arfd the accompanying f ilmJ These organizations are: The National Paralegal 
Institute, the California Rural Legal , Assistance Office of the National Senior Citizens Law^ 
Center, and the Administration on /Cging of tKe Department of Health, Education and* 
Welfare. , . - 

THE NATIONAL PARALEGAL INSflTUTE 

• • •» j> 

Thfe National Paralegal ""Institute (NPI)^ was funded by the Office of Economjc Oppor- " 
tunity in 1972*to provide^coordination? leadership, and resources to the para^l movement. 
The Irfstitute has been foc/ising on developing training materials and curriculirm, a^^wejl as 
developing new models fo/delivery-bf legal services utilizingi)aralegafs. NP> became interest- 
ed in the Vssibihty of yfder people being trained fs paralegaJs awd sought the assistance of ^ 
theCRLAOlfficeof the/fjational Senior Citizens Law Center in developing relevant materials. 

' THE CRLA OFFICE OF THE NATIONAL SENIOR CITIZENS LAW CENTER 

^ » 

The Cdlifornid Rurd. Legal .Assistance Office'^ ^(formerly knovvn as the Senior Citizens, 
Project of CRLA) has hdO four years of experience in the use of senior citizens as paralegals, , 
and in the development of expertise in the substantive law areas of health and iricome main 
tenance, Th^i office has trained and hired its own paralegals ai}c\ has developed training and 
reference m<j,tendls and conducted training programs for paralegals in legal services and in 
.social agencies throughout California. 
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In 1972 the Office of Economic Opportunity funded the National Senior Citizens Law 
Center to serve as a central* national resource for legal problems of the elderly poor. The 
CRLA Office is now funded through that center, and tJ\us has^sKtfted its efforts to develop- 
ing, training mate/ials which would have national significance. Therefore the Office welcomed 
the opportunity to collaborate with the (National Paralegal Institute. 

Thp decision was made to develop multi-media" packets cJlj s.ucfi topfcslfs: interviewing 
and advocacy techniques; how to represent a client at ari administrative hearing; ajid-' 
information on substantive areas of th^ law, su'ch as Medicare and the new federalizetfadult 
categorical aids. The topic chpsen for highest priority was: how to set-up a model office* 
utilizing senior .citizens as paralegals. Based on its experience in providing training and 
cdnsultation to paralegal programs, the CRLA office selected as the modeJ office the Senior 
Citizens Legal Services (SCLS) pf the Santa Cruz Legal Aid Society. ^ - 

The next step was the securing of funding for the packets, particularly for the develop- 
ment oPappro|3riate films. * ■ , * • ^ . 

ADMINIstRATiON'bN AGING 

The National Paralegal Institute in conjunctipn 'With the CRLA Office applied for-and 
received a grant from the AdministrSition on Aging^ to develop the multi-media -packets. 

The Administration- on - Aging (AOA) of the Department of Health, Education, and 
Welfare is the federal agency primarily responsible for^ planning, coordinating, and advocat- 
ing on behalf ot America'^s p<de>ly. The>AOA is comnrjitted to generating national resources 
in oraer to create new andl„ better ways tp^serve the elderly. It is also concerned with 
^developing new career opportunities for persons inte/ested in serving tne elderly and for 
the elderly themselves. All of these efforts are directed toward improving the general 
quality of life of today's eldei^ly and helping to create the type of society that better, 
understands the aging process and treats its senior citizens with digri'ity and respect. 
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THE SANtA CRUZ. STORY ANtt t+IE NATIOIVfAL PERSPECTIVE 



This is a story about one communify's efforts to provide qu^jy legal services to the elder- 
ly poor !hr6ugh the use of senior citizens as legal assistants. Altliough the service is uniquely 
designed 4^ -fill the particular needs of the Santa Cruz community, it has applicability as a 
model.eiaewhere. We will begin by discussing three issues which are basic to an understanding 
of the njt^onai relevance of the Santa Cruz model. These 'issues are>1) the need to provide 
moderaVely priced legal services through the.useof paralegals; 2) the need to provide new 
career/pportunities to oldeir people; and 3)" the need tq, develop legal services specifically 
geared to the problems pf tVie elderly poor.' . ' ■ ^ w. ' 

The audience we hope to reach is varied: attorneys in. legal service offices and^n the 
•priwte bar stdff "of senior centers and other social service agencies, community pJanning 
bodies, and commynity^roups, interested in developing a similar program for their own 
community. ■ * ' 
V . PARALEGALS AND THE hiiGH COST OF LEGAL SERVICES 
The pt^nomenon of. paralegals^ has arisen out hi the need for reasonably priced services, 
thus paralleling paraprofessional movements in other high-pricgd professions such as 
medicine. The middle-class and working-class can scarcely afford the f,ees, anO often don t 
seek legal advice until the problem is unsolvable at»^y price. The very poor do have access 
' m some communities to free legal s^yices provided '.^fider the Office o^ Economic Oppor^;^^ 
tunity prQ™,j3uL_again, the demsnd_far exceeds the supply. Thus, in both the private - 
and pul^tTc sectors, there JaVe" been" pressures generated for adequate, reasonably [Sriced 
lecial services for all segments of the community. , . u ^ 

The response of lawyers h^s.been mixed. At one end of the Sf^ctrum are those v^/ho 
• lealously guard their profession's turf- by maintaining that every thing a lawyer does requires 
"lawyering skill" and c^n onfy be done by a lawyer. At the other end are those who 
think' tliat many tasks do not require a lawyer, and, as a -matter of fact,^ can be better ,. 
accomplished at a much lower cost by a non-lawyer. , ' ^ ■ ^. 

The result has been experimentation with several models, some of which are: the legal 
secretary who has glearly defined "tasks, but assumes no responsibility for direct sgrvice to 
clients- the legal assistant, who has direct contiict with the ctient. but who functions under 
the close supervision of an attorney, ths advocate who works independently of attorney 
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supervision, perhap^Jn a sociahag^ncyJ The second model of legal assistant is the one 
which fits most closely the Santa Cruz experienoej It is basically a copservati^e .modpi; 
providing for a high degree of accountability, while allowing for delegatfon of 4nanytin>e- 
gonfuming tasks to the paralegal. Jhus it seemed like a particularly good choice for 
publicizing. , * ' " x • 

NEW CAREERS: SENIOR CITIZENS AS.PARALEGALS 
' * ^» y ■ ' 

• . In today's competitive job mjarket, the older worker, shares with other minorities a 

*s$v^ely 'disadvantaged position. Layoffs, increased technology ^nd" mechanization, pro- 
Ipr^ged periods of national unemployment, discrirfiinatory hiring'and job training-practices, 

' an/1 progressively lower compulsory vage limits for retirement combirie to drastically restrict 
opportunities for older peopi.e to secure full,or part-time employpnent. Nevertheless, employ^ 
ment remains the primary soyrce*of income for pe^'sons 4^ to 65 and often a necessary 
spurdq tcTsupplement inadequate* retirement incomes for those 65 and over/ ^ ^ 

* Under current fabor force trends, 1 out of eyery 6 men brtween 55 and 64 will no 'longer 
be in the.vv©fk force by the time they reat:h 64;,and this ratio ig rapidly wQrsening. Con> 
suquentty, d kirye reservoir of untapped, and unused tajent is buildtn^composedjof .persons 
45 65 and persons over 65.2 ' 

♦ Ironically, as' the Ame.rican eqonopny rabidly shifts from'a goods producing to a service ^ 
orienttjd systeffi, there exists a gr6wing manpower shortage.. The manpowisr shortage in the, 
human services is estimated at 3Q%, with the highest shortages for professional personnel/ 
The paraprofessional movement withici the health, social service and legal fields is beginning 
to respond to this demand for personnel within the* human services.. Unfortunately, np 
vehicle exists that effectively linRs the unused talent>ibf older workers to th\s unmet demand 
or to new careers as paraprofessionals within the human services. 

The Santa Cruz experiment shows how the older worker can be linked to theliiinfian 
services industry. Bousing older' persons as legal paraprofessionals, tho Santa Cruz story 
demonstrates how accumulated life skills and experience* provide thexilder worked with'the 
essential ingredients Mor effectively contributing to the provision of quality legal services. 
The experience has also supported -numerous findings on older workers that shovy tn.eir 
high levels of reliability, productivity and tj^eir ability to learn new and demanding^ skilli^ 
For legal services offices, typically plagued by high turnover rates, thesQ qualities of th^e 
older worker can provide the needed stability and continuity. The private bar can obviousl>l( 
profit from those* same positive characteristics o^the older .workeV. In addition, a pool of 
part tmiu workers mi^ be very attractive, especially for the small legal office."* , 
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y LEGAL SERVICES TO THE ELDERLY POOR • . 

The elderly poor ha*e not rec^iV^d their fair share rff se/vices fronri the legal service offices ' 
funded by the Office *bf ,Ecpnbrrtic Opportunity,^ Although 20% of the^poor are elderly, 
they represent only 6% of thff legaJ sirvice offices' clientele. This statistic is bad epoUgh,,but 
there is every indic»dtion ^Inat the situation will get worse.'The age group over 65 has the 
dis.tmc^on of being ^he fastest 'growing population group - 20% versi s 12% for the general 
populace^ In addi,tiQn, it is the only age group to show arise in the proportion of its 
members belpw-the poverty level. i 

So why have legal servjces offices not served this age group? iggal services attorneys 
are already overbiydened with more requests than they can handle, arid have tended, to 
respond to the more vocdl groups - the young and the ethnic minorities. The life style of 
yoking attorneys in legal service offices differs markedly fropi that of the elderly, which 
ttiKjht keep some of the older^qneration away^. In addition, the older person needs to have 
^Tiore time to telf his^fory, ar\d the tight scheduling, as well as the strict task-orientation of 
dftornqys^ would preclude that opportunity. Thus even those w^ho try to eater the legal 
.ieryice system njight be turned off.'The old lack mobility, and are unaggressive in style, and 
the needed specidl* efforts, such as home-^isiting^.vvould be expensive for a legal service 
office. ' " ^ 

This is why the Santa Cruz model is so attractive. By using senior citizens a^^le^al assist- 
ants, the generation gap is automatically closed. In addition, there is a built ingLj^pderstanding 
of the problem^ of tne elderly. Equally important* because of lower costs, the legal assistant 
t:dn make home \^fSfts dnd}jerform tha kind of outreach services which would be prohibitive 
'if performed by an attorney, - " <ii 
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SENIOR CITIZENS LEGAU SERVICES: 
THE PEOPLE WHO RUN IT 

" ' ' ' ' * 

In these pages you will meet the people who were most intimately 
involved in the effort to set up. a program uniquely designed to meet 
the needs of the low-income elderly. We want to give you a glimpse of 
the'process they went through in setting up that service and to provide 
you wkh useful information based on their experiencesMn running it 

The Senior' Citizens Legal Services i$ a paraprofessional unit of the\ 
Legal Aid Society of^anta Cruz County. It Kas a separate office and 
maintains \ separate identity. The office is staffed by two/legal assist- 
ants, Ezetta Dawson and Jack Keefauver,. and one office assistant, 
Connie Keefauver. Other staff include a part-time attorney, Richard 
: McAdams, fr om the Legal Aid Society, ancj^part time student volunteers, 
Jeff Krumm and Valerie l\^enager. 



CONNIE KEEFAUVER 
Office Assistant 



Ths Office assistant plays a key role by setting the tone of warmth 
and comfort for the elderly in their first contact with the office, 

^ "Duties 

1. screens calls or drop-ins to determine if client is eligible for'services 
and if the problem can be handled by the office; also decides if 
the client needs an emergency appointment; 

2. refers those persons who are .not eligible or whose problem is 
outside the competence of the office; 

3. sets ap[5ointments for -the initial client interview wi^h the le^l 
assistant who has the first time available; - . 

4. greets clients o,n their arrival, secures minimal data, and introduces 
client to the legal assistant; ' 

5 sets up client file and card index'; ^ ^ . > 

o 

6. monitors the tickler system; ' < . - - 

B 

1 k(M»ps the offico sttitistics; ^ 

8 f)eVforms general secretarial duties. f 



J.--F.7-mA-DAWSJ0JSL^d_JACK KEEFAUVER 

Legal Assistants : ^ 

The legal assistant provides the linkage with the client community by 
the ability to establish rapport and to understand and advocate fpr the 
needs of the elderly. 

Duties ' 

1. conducts eA\ firsf interviews with clients, either in the office orin 
their home or institution; 

Z. conducts,subsequent interviews with clients, when appropriate; 

3. investigates all pertinent facts and secures essential documentation; 

4. prepares the case for attorney review, together with recommen- 
dations for possible case action; 



5. discusses the case with the attorney, yyith a-jaintr^cisiop' on 
approprjate^case action; 
' * 

6/ implements the case actiop, such as advice-giving, informal' ad- 
vocacy (negotiation), formal advocacy (representation , at an 
administrative hearing); p 

7. educates client groups on their rights and on how to utilize legal 
services; ' 

\ 

8. serves as commurlity liaison; 

/ ' ^ 

9. provides "information on services of the office through skilled use 
of the media. 
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RICHARD McADAMS ^ 




'■ . Attorney 




* 

The attorney appreciates the special ajjilities and perspective ^hich , 

older persons bring to legal assisting. His primary role of supervisor ' . . 

springs from the legal responsibility which he carries for case action. 

The basic tool which he uses in carrying out this responsibility is 

called "attorney review." The components involved in this process 

are as follows: 




1, ' reviews the file after the first interview and on a periodic basis 

thereafter; ^ * J ^ 




2. develops, together with the legal assistant, a plan for action, which 
could include advice-giving, informal advocacy, or formal advocacy; 




" 3. monitor? the^ cases to make sure planned^ action is executed ^ 
promptly; . ' » , 


t 


4. decides which cases can be handled tcf a conclusion by the legal ^ 
assistant and which need his direct intervention. 


} ^ 


Other 'duties include: 




1. , eduX:ation of the legaf assistant on legal principles through case 

discussion in the attorney review process; - . \ 




" 2. education of the total staff through seminars and through bringing 
in outside experts;^ 




3. education of community'groups about legal issues; 




.4. education of the general' public through skilled use of the media; . 




. 5. litigation; , / , . 


3 * 


6. legislative advocacy. * ' - ^ 
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IJEFF KRUMM and vAbEfttfc.MENAGER 

College Student Volunteers - 

^ i • - , 

The studen^t volunteer appreciates, the opportunity to work with the 

legal assistant and to learn about the special perspective of th^ senior 

"citizen, as well 3? about legal problems of the elderly poor. The student. , • ' 

provides behind-the-scenes support to the legal assistant through a 

variety of actions, some of which are: * " 

1. "^help in research; for example, doing library research on an im- 

portant legal issue; ... • . . 

2. help in investigation; for example, photographing evidence; 

3. design and distribution of educational niaterials; . 

^,4. transporting clients-and legaPassistants; . J • . - 

5. .running errands. - 




^ SENIOR CITIZENS LEGAL SERVICES: . 

■ I, . 

HOW IT. GOT STARTED 
Developing the ldea_ 

t .... 

< 

* - • / 

Richard McAdams, an attorney, at Santa Cx\xi Legal Aid Society, knew that the Legal 
Aid Office was not reaching the elderly, poor. Less than b% of their client population was 
elderly, in'spije of the -fact that over 40% of the poor in Santa Cru^ were elderly. Various 
Attempts had been made to^ reach that population, but with no success. ' . 

,From discussions with groups of senior citizens,' as welf as with some of his own clients 
who, were elderly, Mr. McAdams became convihced that the idea of a separate legal service 
office specializing in the legal problems of the elderly and staffed by senior citizen para- 
legals would work, , . . ^ ^ 

Coaimitted to the idea, Mr. McAdams brought together a core group of dedicated senior 
citizen and student volunteers who- had expressed strong interest in this approach. From 
that monient on, the group acted- in concert, developing the data and making the kind of 
decisions that 6ould result in an effective legal service office fbr senior citizens. 



• . . ' Getting the Information 

Although the group had some basic demograg|ji<' informatior> abput the senior citizen 
population, additional data was required to determine the size of the potential client popu- 
lation, the' size of the caseload such a^population might generate, and which ot the elderly s ' 
"legal needs" were being met in other ways by existing social service agencies. _ 

This investigation took i>o basic -forms: (1). collecting and analyzing -existing data, 
directories, studies anti'reports pertinent to the senior citizen population; and (2) inter- 
viewing coijimunity leaders and agency personnel about the' problems of and services for 
senior citizens. The types of agencies. and organizations contacted were: ; ' 
U.S. Census Bureau ' Chamber of Commerce ' - 

Senior citizen organizations" Park and Recreation Department 

and centers • Community self-help groups 

Social- Security office Ministerial associations 

Local health, welfare and County Medical Society - ~ i., 

♦ * planning departments Members of the private bar 

^ 'Cqmn^unity Action Agency • Colleges and Universities' 

United Way or United Fund Newspapers, TV and radio stations -.^ . 

As a j£SuU_gf this investigation, the group estimated a client population of be«Ween 12 
to 15 thousand low-incdme elderly. The grpup also discovered that legal prolj(lems of the 
elderly^were commonly acknowledged in the community but that there was no agency to 
effectively deal with them. Some form of legal services for the elderly., poor was necessary 
but the need for such services seemed to far outweigh the' group's ability to meet the 

anticipated demand. % . j u u 

The. process of surveying the community to gather information generated other bene- 
fits. It helped thp grou|j:. • ' ^ 

- to further develop the idea; . - . . 

- to gain community interest and support for the idea; 

- to develop personal contacts v\ith the public media; 

- to develop the basis for mutual referral systems. 

% • 1 . 
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Getting the Money , . 

Adequate funding, either in money or in-kind contributions, is critical for the success- - 
ful implementation of any idea. This group showed creativity in tapping a varietyof sources, • 
as follows: ■ . . 

From the Legal Aid Society. 1 ptart time supervising attorney, 1 part-time legal 
'. secretary, consumabla..sufiplies; ^ 

•From the Community Action Board: 1 full-time paid staff person and some sup- 
, plies; such as desk, -file cabinet, chairs- 
^ From the University- of California at Santa Cruz: student volunteers, telephone, 
office equipment and legal research materials; 

From the California Rural Legal Assistance Office of the National Senior Citizens 
* . Law Center: training, consultation, back-up litigation assistance. . . 

In assessftig these resources, the group decided that the only way that this rieeded 
service, could be started was through the use of volunteers. Two senior citizens and three 
' students from the group offered to volunteer -their time. 

■" The group was also made aware that such a resource, base was inadequate to insure, 
high quality legal services to the elderly poo> on a continuing basis. They were convinced, 
^ however that if the service could be started it would demonstrate the validity of the ap- 
proach and serve as the basis for a more permanent funding arrangement. The Senior Cit- 
izens Legal Services operating budget for the first year of operation appears on the facing^ 

page. . " , . 

. For the past six months the SCLS office has been seeking a more permanent source, ot^ 
funding With the assistance of- the CRLA office of the National Senior Citizens Law Center ^ 
proposals have been submitted to the California State Commissfon on Aging, for a Title III 
grant and to HEW's Social and Rehabilitation Services Administration on Aging for a Title. 
IV grant Sinre the potential for federal funding.is extremely uncertain, the staff has also 
interested an official from the Administration of the University of California at Saata Cruz 
familiar with foundation sources to assist them in securing private funding for the program. 

In addition, the office has submitted a proposal to the Santa Cruz Board of Supervisors • 
for operating funds from revenue sharing. 

Despite -the creativity and persistence of the SCLS office in seeking a more perrrianent 
funding arrcingement, no permanent source of funding has been secured at this time. (Refer - 
to pages 28 and 29 for a d.iscussion pf potential funding sources.) 




FUNDING SOURCES 

A Idrge number of pubhc dnd prw.it - rces exist that provide funding for programs. The problem 
js to d^etermine which source or*combmdti'- . < sources to approach for your type of program. The furjd- 
ing sources listed below are examples of ^ .c and private organ iz>ations that have demonstrated sorrie 
concern for the p.oblerris of senior citizens and/or interest in the develo'pment of more effective legal 
and social service delivery systems for the poor. 

- ' <^ ■* 

L PUBLIC FUNDING; .At the^ present t^me, the possibilities of government funding either on 'a 
federal u. state level^afe extremely uncertain. However, there is potential. In recent years Congress has 
created new programs and allocated ini^reasingly more money for serving the elderly. Although the OfficQ 
of Economic Opportunity is. presently in crisis, it seems certain that OEO's Division of Legal Services will 
continue in the form of a national legal services corpQ£ation.,State«^and local revenue sharing also offers 
bome pobsibilities for funding social service programs, especially those serving the poor and the elderly. 

Government agencies primarily interested in the elderly and/or in the delivery of legal services include: 

ADMINISTRATION ON AGING, SRS OFFICE OF LEGAL SERVICES 

Departmenr of H.E.W. OFFICE OF ECONOMIC OPPORTUNITY 

Washington, D.C. 20201 ' 1200 19th St/eet, N.W. 

(Title IV Research and Development Grants) Washington, D.C. 20037 

STATE GOVERNMENT AND COUNTY BOARDS 
STATE COMMISSIONS ON AGING OF SUPERVISORS (Revenue Sharing Money) 

(Title III Planning and Service Grarus) 

Other Government Sources; 
U.$. DEPARTMENT OF LABOR STATE ATTORNEY GENERAL ^ 

MANPQ\A/ER ADMINISTRATION DISTRICT ATTORNEY OR PUBLIC 

Washington. D.C. 20210 DEFENDERS OFFICE 

(Program Titles Public Service Careers, New STATE AND COUNTY DEPARTMENTS OF 

Career Opportunities for the Handicapped, ^ PUBLIC WELFARE AND CONSUMER 

Operation Mainstream) ' PROT-ECTION , 

STATE VOCATIONAL AND RBHABILITATJON 
^ OFFICES 

II. PRIVATE FUNDING. Although Foundations and Local United Funds are still the main source 
of pnvdte funding, bdnks, Idrye businesses, and corporations are beginning to demonstrate increased social 
con(.erii ti.id rusponbibility In fact, they might pro^.e to be the most' important funding source of the 
tulure An excel'ent excimple of this new potential is the Southern California First National Bank's^ 
program of i>ULidl lesponsibility in relation to the large elderly population of San Diego. The Bank devel 
oped, plcinned, and provided seed money for a multi service center for senior citizens. The center plans 
to provide d Lornpreheiisi /e set of serviceb. Initially, however, services will include information and referral, ' 
J hedith <iiKi d legdl elinic. Other service components will be added in ♦ime as funds become available. 
Under the Bdnk\ leddership, dll funds tor the tenter wilUbe generated fronri the business community, 
local government, and private individuals 



NjikumI f^ml' SJO "B ' StffM Suif /OO S<in Di'»'iO. CA 0211? 



ERIC 



28 



/ 



Foundations are another potenttart funding source. Seeking foundation funding, however, is a demand- 
ing dnd^jf ten times d bewildering ta§k. Since there are so many different foundations, with a variety of goals, 
prioritius, and funding Lfiterid,.it is difficult to know which foundation to approach for funding what 
type of, program. The Foundation Directory can.be of great help. {The Foundation Directory, 4th Ed., 
Marianne 0. Lewis, Editor, Columbia University Press, N.Y., 1971) ^ The Directory: 

' - contains' names, addresses, contact person for most foundations in the U.S.; 
indexes foundations by state and by are<? of general interest; 

- summarizes foundation's purposes, priorities and general funding criteria; 
- indicates size of foundation, amount o't assets; 

- lists the amount, purpose, and redpient of recent major grants. 

In approaching foundations,^ stress the expeninental nature of the program and its potential as a 
mudol. Do not request funds solely for operating costs of a present program. Also be sure to emphasize 
the fifiancidl and in kind support of the local community as well as a plan for evaluating the program. 

Examples of foundations that have demonstrated some interest in the elderly and/or in the delivery 
• of legal services are: 

rORD FOUNDATION ^LEISCHMAIM FOUNDATION 

320 E.43fd Street . P.O. Box 1871 

New York, N.Y. 10017 195 So. Sierra Striet 

Reno, Nevada 8950b 



LUCE FOUNDATION . 
Ill W. 50th Street 
New York, N.Y. 10020 

ROCKEFELLER BROS. FUND 

30 Rockefeller Plaza 
New Yock, N Y. 



' VAN AM^RINGEN FOUNDATION, N.Y. 

509 Madison Avenue 
Newt York, N.Y. 10022 

Other Private Sources: 

„BANKS, BUSINESSES, CORPORATIONS 

UNITED FUNDS 
LABOR 'UNIONS 

LOCAL UNIVERSITIES, COMMUNITY COLLEGES 
S^IOR CITIZEN CENTERS, ORGANIZATIONS 
CHURCHES- 
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Determining Staff Size and Composition- 

The ::«'oup, which was operating with such a limited budget, decided that the most 
critical "factor in determming staff size and composition jwas the amount of attorney time 
~availabte-to them. Since the ^Legal Aid Society had agreed that Richard McAdams could 
give ten hpurs per week to the program, the group decided that two legal assistants would 
be, enough to supervise, particularly since the program was. new and experimental. This 
would give the attorney time to supervise and train the staff, as well as perform his other 
duties, ' 

The group also decided that the office could not function without a combination re- 
ception ist/gen^ral secretary, and thus decided on the position oiF office assistant. Since 
students had been ^participating" in the group, and wanted to^cpptinue to help, they were 
welcomed as baek^uP''supporj>to-;t,he-care staff. • " 

j W one were to start such an office with a more adequate budget, staff size and com- 
position would still be difficult to deterjnine because of the many vcfriables to be considered 
such as: 

— the size of the potential client population and the size of caseload such a 
^ population might generate; 

the legal problems presented by the client^population and the .decisions about 
which problems would be selected; ^ . ^ 

- the degree to which the office used legal systems and systems management 
concepts;^ 

the number of cases a legal assistant could handle, which in turn would be 
partly determined by the organizatipn of the office; 

- the number of legal assistants an attorney could supervise, which in turn 
would depend on the training of the legal assistants, as well as the organization 
of the office (e.g., use of legal systems and systems management concepts). 
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Locating and Designing the Office 

t. ^ 

The primary goal of the group was to have the office location and design reflect the needs 
and pace of life of the senior citizen clientele. That goal was realized by having the senior 
' ' citizens in the group take major responsibility for this planning task. 

The most important decision was to ^ave a separately located^ office. This decision was 
based on the theory that a separate office uniquely designed to reflect the pace-of-life Of^ 
the elderly and to respect their sense of pride would be a major factor in overcoming their 
previous fear and reluctance to use legal serWces. 

Other decisions made by the group: . 

— the location be in a high concentration of the elderly; 

— public transportation easily accessible; 

- no stairs to impede accessibility; ' - 

-.the lighting be adequate, and the v-^'aiting room be comfortable; 

- the supply of straight-backed chairs be adequate; 
the decgr be in^ style pleasing to the elderly. 




Recruiting and Selecting Staff 

The core group planning the legal service provided a natural source from which to recruit 
staff for the Senior Citizens Legal Services oftice. Ordinarily, staff recruitment is not such a 
natural process but a carefully planned one. Planning considerations usually include: 

- development of carefully written job descriptions;^ 

- selective distribution of job descriptions to personal contacts made while planning 
the service and to senior centers and organizations; 

- using the media to attract qualified personnel. 

The selection criteria for the staff of the Senior^ Citizens Leg^l Services office were cpre- 
fully determined. The grOup agreed that staff selection should be based on objective criteria 
contained in written job descriptions and that the designated'supervising attorney should 
have the final authority in selecting staff. The most important selection criteria included: 

- a critical assessment of individual group members' skills in relation to the tasks 
necessary to run a legal office. Special emphasis was placed on the individual's 
ability to read and to speak apd write clearly. 

- a careful evaluation of the individual's "life experiences." Special consideration was 
given to the degree of empathy and awareness the individuals had of the problems of 
low-income elderly persons and the degree of committment they had to act on 
behalf of senior citizens to try tp solve some of these problems. 



ERIC 



33 



33 



, Training of Staff 

/ 

The group recognized the need for training before the doors oppned, as well as for 
training on an on-going basis. An important part of the training would be provided on the- * 
job through the supervision of the attorney. But the group agreed that in order to function 
effectively,, the entire staff - office assistant, legal assistants and students - should receive 
formal training. Since the Legal Aid Society of Santa Cruz County did not have the resources 
to provide §uch training, they turned to the Cafifornia Rural Legal Assistance Office of the 
Natiortal Senior Citizens Law Center. The ChLA Office agreed to provide training in the 
. areas of their expertise: health and income maintenance. . 

The training was conducted primarily by two CRLA staff men;jbers, working as^a team, 
using materials developed by them. The training sessions were three hours in length, four 
days a week, for one month. All trainees were provided with loose-leaf binders which con- 
tained substantive information in thje following areas: ^ 

- Income Maintenance: Welfare (Old Age Security, Aid to the Totally Disabled, Aid. to 
the Blind, General Relief); Old Age, Survivors and' Disability Insurance (OASDI); 
Veterans Benefits. 

- Food Programs: Food Stamps and Surplus Food (Commodities). 

- Health: Medicare and Medi-Cal (Medicaid). 

- Living Arrangements: Board and Care Homes, Nursing Homes, Extended Care Facilities. 

- Supportive Services: Attendant Care, Guardianships, Protectorships, Protective Payees, 
Home Health benefits. 

- Rights of Clients under State and Federal Programs: fair Hearing for Welfore ond Medi 
Cal (Medicaid), Administrative Appeals for Old Age, Survivors and Disability Insurance 
and Medicare; General Rights of Notice; Right to Representation. 

The tfdinee^i were also prbvide"d with an Advocate's Handbook, w"hich gave background in- 
formation OR seniors as d minor-ity group, interviewing techniques and advocacy techniques? 

A variety of teaching techniques were utilized^ e.g., role-playing, lectures, films, written 
and verbal tests. There was heavy emphasis on the need to work independently, to utilize 
reference books, such as the public welfare manual, the Social Security Handbook, and the 
statutes, as well as to rely on the trainee's own resourcefulness and creativity. Accountability 
was repeatedly stressed, and the keeping of accurate, legible and comprehensive client files 
was seen as a method of being accountable. 
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Developing Office Policy 

IrKdevelopmg pohcius for Sunior Citizens Legal Services, the group wa\guided by certain 
"policy decisions tha.t had alreddy been made natiohaljy^by OEO Legal Services and locally^ 
by the Legal Aid Society's Board of Directors. ^ 
strict OEO income eligibility requirements; ^ 

- OEO requirements that criminal and fee-generating cases could not be handled by legal 
. services programs; 

- Legal Aid, Society's policy to spend^'a substantial amount of time on impact work. ' 
Besides these general policy guidelines, the group was further constrained in determining 

program policy by limited financial resources and a-^mall staff size. The large potential client 
population of between 12,000 - 1^/000 low-income elderly posfed the very real prpblem of 
Ghent demand far exceeding the program's ability to supply necessary^.services in an'effective 
and professional manner. Unless the anticipated large client caseloac? could be li/nited, the 
overload would adversely affect the quality of the service. It also threatened the pace and 
atmosphere the group felt essential to maintai.n serving senior citizens. 

- Priority to handle cases that reflect the^most pressing legal problems of the elderly 
client population. From the community survey, the group discovered that the problems 
of eonsumer fraud, administrative law (Social Security, Welfare, Medicare^, etc.) and 
housing problems were the most pressing for the low-income elderly. (For further 
explanation, refer to page 44, "The Office Policy and Priorities." 

- The age requirement was se.t at 62 years of age or over. The rationale was based on the 
fdct that persons. 62 or over had the most .pressing unmet legal problems,^ The group 
decided against using .he 55 and over age requirement common to many programs serv- 
ing senior citizens because their legal problems were being satisfactorily handled by the 
Legal Aid Society, especially by its specialized disability unit. , ^ 

- Interviews were to be scheduled at the elderly's r^ssidence, i.e., home, apartment or 
institution, when health or related mobility problems niade office interviews impossible. 
Office policy and priorities would be subject to periodic review, F/equent evaluation 
of the^service would ensure the flexibility for needed poliCy and ^priority changes. 

the group hoped that these policies, especially the case priority and the age requirement, 
would act as effective forms of caseload control. Caseload control would help guarantee 
program responsiveness to as many elderly persons as possible and quality service in the 
" areas of their greatest need. 
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- ' ■ PREPARING FOR A PRESS CONFERENCE 

\'l 1. Send announcements tcT al^ media at least one week before the conference. The day 
before the conference, check back to remind, the media about the conference and to 
^ find out if they are sending someone to coveV thj^event. 

2. Announcements should include the reason for the conference; the date^ time and place; 
and the person to contact for further information. 

3. Press release packages should be prepared for distribution at the conference. 

4. Press release packages should be hand delivered to media representatives who fail to 
attend the conference. - * 



PRESS W\HEf ' 



*e ^r'ise"^^'^. " ""Z , county ^fs^^V'"',''; 
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to 



or 



= or ^^f^Jf 



Supervi 



ERIC 



3 a ' 



^ Publicizing Office Opening ' 

Publicizing a new service is the nibst iniu^ tant use an office might ever make of the 
.-^nedja^ ^tensjve coverage will provide staff l! e opportunity to discuss th& need for the 

new program and the type of services offered, as well as the opportunity to reach the client ^ 
S^opulation and gain'general community support. * * - ' 

The staff at the Senior Citizens Legal Services office carefully planned a press-eonferepce 
and a series of press releases to announce the office openingJ The "Opening" was extensive- 
ly covered by the newspapers and by radio and TV .stations. In addition to careful planning, 
tl^e important ingredients for this effective coverage were (1) the group's cultivation of per- 
sonal relationships with selected members of the media; (2) having one person Responsible 
for coordinating and giving direction to the entire ^t^ff s participation in the media campaign, 
Otlier components of the campaign included: 

sending invitations to the office opening to all interested agencies, organizations, and 
individuals contacted during the community survey; 

- Mating of all local media sources; 

deciding what form of media, or combination of forms, would be* most appropriate 
for the message; ' ' l?" 

- preparing for and participating in TV and radio interview and talk shows; 

- preparing and distributing pamphlets, leaflets and posters. 
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; " ; PREPARING A RPESS RELEASE PACKA<5E 

y' . PJ'S NEWSPAPERS, RADJO AND TELEVISION STATIONS 

1. Check with the press office, qadio or T.V. station to find out about deadlines and 
special regulations. ' ^ • ' 

* " 

' 2. Write your own story. Be specific and brief. Explain the who,, what, where, wljV and 
when of the event. 

3. If pictures are included, list the persons in the photograph frohri left to right. 

4. Deliver the. press release package in person. If possible, try ta deliver the I'eleases to all 
press, radio or T.V. offices simultaneously. 

(Refer to facing page for a sample of actual coverage the office received.) 




SENIOR CITIZENS i^EGAL SERVICES: THE DOOR OPENS 



Senior Citizens Legal Services opened in Apjil^ 1972, prepared to meet its goals: 

- To expand the availability of legal services to low-income senior citizens in Santa Cruz 
^ County; ^ 

- To provide legal services for the elderly poor-in a manner and setting which maintains - ^ 

their dignity and self-respect; " : 

« i 

- To ^provide occupational and volunteer opportunities for senior citizens and to utilize 
'the' resources and life experience of the, elderly in assisting others within their ' 
community; ^ ' * - ^ ^ ' * 

- To act on the common legal problems of the elderly. 
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SENIOR CITIZENS LEGAL SERVICES: HOW IT WORKS 



The Governing Board 



The Senior Citizens Legal Services is governed by the Santa Cruz Legal Aid Society's 
Board of Directors, which has been an enthusiastic supporter of the specialized program 
for the elderly poor. 

To ensure that a Board provides that kind of support on an on-going basis, it might be 
wise to have a Senior Advisory Council built into the Board structure. Another alternative 
is to have certain Board positions reserved for senior citizens. The goal would be to ensure 
sensitivity lo the problems of seniors and a commitment to giving those problems priority 
in program planning. 

A governing board ideally serves as a protector of the legal services office, and as a buffer 
between it and certain segments of the community which might object to its vigorous 
activities on behalf of the cMent community. 

Other functions include: 

— fund raiser; 

— generator of .community support; 

— policy maker; 

— selector of the directing attorney; 

-Ajltimate responsibility for the overall program. 4 



4;3 43 



The Offifce 



\! 



Policy and Priorities 



The staff had developed some basic policies before the doors of the office opened. There 
were pre-existing policies, such as those of the Federal OEO Legal Services, a? well as of the 
local Legal Aid Society, However, the staff developed a group mechanism for.arriving at 
policy decisions within those constraints. Equally important, the group had a commitment 
to constantly review the office policies and priorities to make sure that they were helping to 
meet the goals of the office, ' 

The most important policy that legal services offices must set is that of program priorities. 
Based on the data collected before opening, the group decided that the most important 
"survival" problems of the low-income elderly would be given priority: 

— income maintenance problems, 

— health problems, 

— landlord-tenant problems,. . 

— home ownership problems, 

— consumer fraud. 

Their experience has confirmed that these are indeed the problems that preoccupy the 
low income elderly, as evidenced by the people who have come to Senior Citizens Legal 
Services office. The office did get numerous requests for help with another problem-wills- 
but after testing out the time involved, decided not to provide that service. Instead, they 
developed an alternative solution, a panel of lawyers who agreed to provide the service for 
a minimal fee. 

It is obvious that the legal. problems selected will vary, depending on the local conditions. 
The important point is that decisions must be madg about which legal problems to focus on, 
and those decisions must be constantly reviewed, in view of caseload and quality control 
problems. 
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FORM NO. 1 



Legal Assistant 



File No. 



CLIENT INTAKE. CLOSING AND STATISTICAL SHEET 



CLIENT NAME 



Social Stxuntv Nunrit)er 
Address 



SEX M 



\ 



Sep 



4. Oriental 

5. Filipino 

6. Spanish Surname 



F AGF _ 
MARITAL STATUS: S M D W 
IS ApPLlCANt HEAD OF HOUSEHOLD? 
ETHNICITY (Circle One) 
I AnjcrK an Indian 
? Black 
J, Caucasian 

SPOUSE/FRIEND 
AddM'sS 



Numh*M of DEPE WOENTS not mchjdinq Spouse 

PREVIOUSLY SERVED Y^s No 
REf-'uRREO BY {CmcI.« Oru-) 

1 HtMlth Aqt'ncv 

2 V^;«»lfarf» A(r*n( V 

}. Othrt Social Aq*»t>f V 
A PuhlicMy/CofT>rrujniiy Education 

Cl»»»nt ')r().mi^,ition 
(> ForrTvr clu'ni 

/ OJh.M r 

PLEASE TURN TO FORM NO. 2 AND 
Li<t lh»' fHjn»t)»*rs m \rn* prOf>'r s»*< tions Im'Iow. As the cas<: 
ih" actions 'takPT) and the M>sults obtanxKl 

PROBLEM 



DATE OPENED^ 
DATE CLOSED _ 
INCOME. 



OAS/ATD/AB/AFDC/GA___ 
SOC.SEC. OLD AGE ^ 
SOC.SEC: DI$ABIL. 
STATE UNEMPLOYMENT" 
STATE DISABILITY 
VETERANS PENSION 



OTHER 



TOTAL- 
ASSETS' 

'^ANK/SAVINGS 

HOME/OTHER PROP. 
MOTOR VEHICLE 
LIFE INS, VALUE 

TOTAL. 

LIABILITIES 

TOTAL DEBTS 
MONTHLY OEBTPYMT. 



IS APPLICANT.ELIGIBLE FOR OUR SERVICES? 

Yes ^' No 
If questionable, please explain 



SELECT THE APPROPRIATE PROBLEM. 

proa«eds fill in the appropriate spacf's with numbers indicating 



ACTION 



RESULTS 



(Alt nt s jt<>fi.'d ' Y-». No 



ERIC 



FORM NO 1 
45 



FORM NO, 2 



LIST OF PROBLEMS 



1. OAS/ATD/AB/AFDC/GA ^ J 
<)) dpplioition b) dt'iihil c) omount d) tlTmination o) h«ir<issment f) rnformatjon 

2. SOCIAL SECURITY DISABILITY 

a) dpplrcatfon b) demal cl amount d) termination e) information 



5. 
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SOCIAL SECURITY OLO AGE . o 

j) application h) denial c) amount d) mformation 

VETERANS BENEFITS 

a) applicmon h) d»'i>inl cl <>mouni d) termination e) information - • * ^ 

MEDI-CAL (MEOICAIO) ^ : 

a) applicatton h) d^'inal c) lernimation d) infoimation 

* 

MEDICARE" 

a) hilhn(| b) tnfojrnaiion c) denial-cliqibility d| denial-coveiage o) harassment , ^ 

'landlord FENANI (Privatf) ^ o - 

a) <'viction l)^ f'nt incr»Ms*' c) cndt' t*ntorcL'ment d) information el-^arassment 

LANDLORD TENANl (Public) ^? 

alapplnation bm*M>hil ti ^'viction d) i»'iit nicifasf »») code enforcement^ f> information g) harassment 
HOME OWNERSHIP 

a) tax^'5, b) for<»ciosijf'' cl H)form<ition . V* o * 

CONSUMER 

aM|ain»stirnfnt b) i* pusv.s^ujn i ) df'ftu,tiviM}ouds d) billing i') work unsatisf<ictorv^* frpn^:e unsatisfactory 
<}i haf.»ssm»Mii h)(OJ>ii,K't 



LIST OlP ACTIONS 



liwf^tiqation — 

A<JVI( *' qivn !(> < iMMIt 

f orrivil i'htu K V <Adfii h»*.>Mnq) 

Coi.lJ Mt(OM 



Success 



0 

LIST OF RESULTS 



Partial Success 
No SiJCU'"is ^ 
Rpsult unknown 
Client haiidlmq own case 
OthPr oiqani/ation handlrnq case 



No rosourc*' available 

\ 



Cas«" has no m<*rit 
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The Office Procedures 

The staff of Senior Citizens Legal Services has be§h-Very conscious of the experimental 
nature Qf their enterprise, and the need for accountability, not only to the general public, 
but also to their own governing board, and to their clientele. They have spent a considerable 
amount of time designing and redesigning office procedures to ensure accountability, and at 
the same time not burden the staff with needless and essentially wasteful paperwork, 
i In devising the procedures, the staff wanted to be sure that no case or client is "lost"^ 
that action is prompt on each case, and that there Is easily accessible and complete data on 
each client. The procedures developed fall into the following categories: 1) the case file and 
accompanying forms, 2) the tickler system, and 3) the filing system. 

The Cas6 File 

At:a5e file is a repository of all essential information on the client and his problem, as well 
as of all transactions between client and legal assistant and between legal assistant and the 
attorney. One problem in file keeping is that the file soon becomes cluttered with notes and' 
documents haphazardly filed, with no regard to order or impprtance of information. Since 
the attorney must review the file, it is especially important that there be a way to organize 
the file and to have summary sheets which can tell at a glance what is happening on thexase. 

Forms No. 1 and 2 on pages 45 and 46 provide the kind of summary needed: .1) back- 
, ground information on the client; 2) information concerning eligibility for service; 3) infor- 
mation on the substantive law area in which client's problem falls; 4) information on the 
specific problem or .problems within that law area; 5) action or actions taken by the legal 
assistant, and 6) results. This form is filed in the left hand side of the file, on top of official 
>- documents, letters, release of information and authorization to represent^ 

Another form, an action form, is of equal importance in terms of accountability. This 
form has space for briefly summarizing the jacts of the case, but its primary focus is to 
prescribe action of the legal assistant and to^ indicate the findings of the attorney review. - 
This form, Nu. 3, is located on page 49.. It is filed on the right-hand side of the case on 
top of older action forms, and any hand written notes of the legal assistant. This form is an 
essential part of the tickler system, which wjll be discussed next. 

The Tickler System 

The goal of the tickler system is to provide for prompt case action and to prevent clients 
from getting "loslt" or from important dates being missed. It is a form of calendar monitor 
ing that schedules case action^as follows: 

- the attorney and the legal assistant review a case, decide on action, and schedule that 
action; 

- that information is'noted on the action sheet on page 49; 

- the.attorney and the legahassTstant both note the case n^me and date of action on their 
desk calendars; 

. i- 

1 PK*5.(.' s«M. paqo 50 for ,1 SiimpN> »mUmsp Of inforrTi.Hion ,jik) ,Kitfu)r (/,itiOfi 10 U'prpSMnt form, (FormNo 4) 
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- the case name, date, and name of legal assistant are given to the office assistant, who 
records the information on a master calendar; 

- the office assistant, on the date of the action, pulls the case and places Jt oh the legal 
assistant's and/or attorney's desk; 

- the date of the next attorney review, of the case is also noted by the attorney, the 
legal assistant, and the pffice assistant. 

The Filing System 

The filing system provides for uniform handling of cases so fhat any staff member can 
put his hands on that case at any time. ... 

The office assistant has primary responsibility for th^ filing system. When the client comes 
iij^for the first interview the office assistant: 

- makes up the file and tabs it with the client's name, as well as with a number taken 
sequentially from the logbook; 

- records m the logbook the client's name, date of interview, legal assistant responsible; 
makes up a file card indicating the client's name, address, phone number and legal 
assistant responsible; it is filed alphabetically on the office assistant's desk. 

During the period of time a case is active, .the legal assistant and/or attorney, has respon- 
sibility for inserting a card indicating date and person's name when a file is removed from 
the file cabinet. That person has responsibility for re filing the case file\fvhen he is through 
using it. The case is filed alphabetically. 

When thacase is closed, the office assistant: 

- records in the logbook the date of case closing; J 

- makes sure that the proper closing notations are giade in the case file, and then files 
the ca^e numerically; ' - ' f 

-'removes the file card from the open card file anO places it in a closed card file. 

The logbook provides for 1) sequential case numbers; 2) brief summary of essential data; 
3) quick record of number of clients served; 4) ea^y check on cases.which may have been 
open too long. . ^ . 

The purpose of having numerical filing, in addition to alphabetical filing, is that it provides 
for edse of retrieval and greater accuracy, especially when there is volume. Obviously, it is 
possible to have only alphabetical fijing. The Senior Citizens Legal Services office, however, 
decided to have bpth because while the staff is presently fan^iliar with the names of their 
active clients, they' anticipate a large caseload in the future. 
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FORM NO. 3 



CASE NAME l^EGAL ASSISTANT 



CASE NUMBER " OAT£ . 



ACTION FORM- 
NOTES ^SUMMARY OF PROBLEM) 



ACTION OF UEGAL ASSISTANT 



ATTORNEY REVIEW 

T 

ACTION PRhisCRlBEO BY ATTORNEY 



CALFNOAR FOR (d.if') 



\ 



FORM NO. 4 



AUTHOmZATIOlM TO REPRESENT 



residing at 



(Nome Please Print) 



(Address) 

hereby authorize Senior Citizens Legal Services to represent me in the matter of: . 



and in connection therewith to have access to, inspect and copy all information relating 
theret^ including, but not limited to, all medical records, and information. 



'^^ . ' ' Signature 



Date 

Witness; 

Signature 
Date 



^ * FORM NO A 



The Legal Assistant - dlient Relationship 

At the Senior Citizens Legal Services office, the legal assistant is an extension of the at- 
tornevV. Sihce the attorney is bound by certain ethical considerations, so is the legal assistaht 
^. Sonne of these considerations are: , - 

- at initial interviews, the legal assistant 'in introducing hinnself nriustlriake clear that he 
is not an attorney, but that an attorney will review all the facts in the case and prescribe 

' action; , " > 

- the iegal assistant cannot give legal advice without the sanction of the attorney; 

- the legal assistant should not nnake pronnises to the client concerning the solution of 
the problenn; 

- the legal assistant must respect the client's right to self-determination, incliiding the 
right to, reject a proposed solution to the problem; 

- all ipfoitmation must be used for helping tli^ client and can be used only with the 
client's permission, or the client's confidentiality will be violated. A special authoriza- 
tion form, which appeaVs on the "facing page, is used to obtain client's permission. 



\ 
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Staff Training and Development 

The staff of the Senior Citizens Legal Services Office has a commitment to^ training. 
The CRLA Office provided a good basic training prior to the opening of the office, and has 
continued to provide consultation, updated reference materials and litigation assistance.^ 
The staff has received on-going training in two ways: 1) throtjgh the attorney review,^and 
'2) through effective utilization of staff meetings. . ^ 

The attorney review provides the major opportunity for training the legal assistants. By 
asing the discussion of individual cases as an educational device, the attorney interprets the 
legal principles and implications involved in the problem. Through thi^ process, the legal 
sl^ills and sophistication of the legal assistants rapidly develop. . . " 

St^ff meetings provide an opportunity for on-going education for the entire~staff,Jhere 
have been a number of sessions-ground two additional substantive areas of law, consumer 
fraud and landlord-tenant problems. Xhe supervising attorney, who has particular expertise 
in these two areas, has provided 'the ccke teaching. However, the staff has also securecl^local 
experts from the private bar and v/rious^tate and federal agencies who have madet presenta- 
tions at staff meetings. 

The stdff IS interested in utilizing every opportunity available to develop their knowledge 
base and skills, They learned about a special project funded by the Office of Ebonomic 
Opportunity whose goal was to cjevelop legal systems. A legal system translates a substantive 
area of the law into laymen's language and provides guidjelines for case action. Such systems 
are considered an important tool in furthering the development of the paralegal movement 
The staff has asked that the legal'systems, when developed, be made available to them for 
theii use. — ^ 
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The OfflqC' Evaluation \ ■ ^ 

• . • 

Evaluation in a legal service office provides the normal function of evaluation of any^ 
service office: to judge what is being aqcomplished, to modify program and policies^and to 
provide necessary information to funding sources. I " 

In a legal service office, it is of particular importance to monitor ctosely the rapidity with 
which case action is completed. If cases are held for too long a period of time, clients ^are' 
probably being poorly^ se/ved. Action is then indicated, either in terms of caseload control, 
or in determining where the procedures have broken down*. . * ' 

Beside^ the required and independent evaluations conductea periodically by OEO's Legal 
Services Division, the Senior Citizerts Legal SeV.vJces office has experimented with o.ther 
methods' of evaluation: ^ \ ' j • 

- quarterly analysis of all closed cases consfdering the number of clifents served, the types 
of cases, the kinds of action tal^en, the result^ of that action, and the time span be- 
tween intake and closing; • v .' • 

- periodically eliciting comments and suggestions from the client community; ^ 

r interesting a graduate student to conduct an independent evaluation of the office. The 
questionnaire a student developed to interview clients served by the office appears on 
' the facmg page. Preliminary results indicate a high degree of consumer satisfaction^ 

/ s/wnf ii mil du\ Waliuituisi flic scnitjr citi^ns oJTicc of Scuitci ^ ♦ • 
Cm: I ciHil Aiil. I \ui\ {'Xfrcnich impressed with the sopliisfication 
nl ihc otfue iOid the entltitsuistn of the senior auAocates who work 

there , • . • ' \ * ^ 

(ExcCT'pt from' a recent OEO evaluation of the office.) 



SENIOR CITIZENS L^GAL SERVICES: 
THE ACCOMPLISHMENTS 

In the first year of operation, the Senior Citizens Legaf Services office has served four 
times as many elderly clients as previously served byjhe entire Legal Aid Society of Santa 
Cruz. This is an average of over 50 new client caserper month. 

The types of cases and the percentage of time spent by legal assistants on direct service 
cases: * 

40% Health (Medicaid, Medicare^ & Income Maintenance (Welfare, Social 
Security, VA pensions)^ ; 

35% Landlord-Tenant problems. 

25% Consumer problems. / ^ 

The following client comments well summarize the general reaction of the client co.^n- 
^ munity interviewed about the Senior Citizens Legal Services office: 

\\\> }d[ so atone, so dcjcatcd . IpK'^^L l}<:[fjnl<^A^:£'^L^ 

led n^hl awav thai you wvrc in jricndh hands ' \ ' ' 

~ Tluni^lU !lu'\ wrrc )cr\ iiovd and rcr\ cJJU icnt and they knew all of the 
an\wr.i.jruw-} ifucsfions Thcx t<l>(fk iip(ni themselves to explain things 

Thex were ven sun ere m wanting to help von. I hare gone into many 
" s businesses and a/t(nne\ \ ofjiies where you had. to pav high Jees and -/lave 
neWr been aiien the consideration winch these people gave 

The effect of the Senior Citizens Legal Services on the morale of the elderly community 
is immeasurable. j ' 
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CONCLUSION: SANTA CRUZ AND BEYOND 



VVe have presented a model for delivering legal services, utilizing older persons as legal 
assistants. Thjs model "wd^ designed to meet the particular problem of a community: that 
of providing needed legal services to low income elderly. We'think this model can be adapted 
to a wide runge of other situations, and would like to briefly discuss three possibilities: a 
generdiized iegdl services office, a legal clinic within a senior citizens center; and a private 
legal office. 

GENERALIZED LEGAL SERVICE 

It might r^ot U* possible for a legal services office to set up a special office devoted solely 
lo tfie needs of the low income elderly. However, by using older persons as office assistants 
dnd Iegdl dssibtdnts withm the generalized office, an atmosphere can be created which will 
*mdke thai office more attractive to the low- income elderly. 

The vdlue of this model'extends beyond serving the elderly for there is ever)/ reason tq 
'dsstyne.tfidt older persons as legal assistdnts could provide good service at a lower cost to all 
age groups, thus enabling the legal services office to serve more people. 

A LEGAL CLINIC IN A SENIOR CENTER 



There hds been d movement to expand the role oMhe Senior Center beyond its traditional 
function of recreation dnd socidlization to provide multiple services. Legal services could be 
one of those services. The senior citizen would not have to travel to an alien environment 
but would be provided legal ddvice m a familiar, comfortable place. There could be a partner- 
ship between the center dnd the local OEO legal services office, with the legal services office 
providing dn dttorney's time, dnd the center providing space, as well as staff or volunteers 
to serve as legal assistants. 

if} the event thdt there is no fxibhcly funded Iegdl services office, or such an arrangement 
IS not feasible, dnother possibility is for thet:enter to hire an attorney and have control over 
the entire operation. A Iegdl clinic senior center model is currently being developed in San 
Dieuo, Cdlifornid. Southern Cdlifornid First Ndtion^l Bank is playing the role of community 
"(.dKilysi" liy f)rovidiru) the money to set up a senior center, with medical and legal clinics 
being given priority ds the first services to be stdfted. An attorney has been hired to head the 
legal clinic, dnd he is in the process of luring senior Citizens as Iegdl assistants. The Center 
will of)en shorll ' din) will be wdtched to see iiow the experii.ient in funding and in operation 
works out 
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PRIVATE LEGAL OFFICES 

There are differences in needs of private attorneys and public legal services, the most 
obvious being that private attorneys are not particularly interested in reaching the poor or 
the low'income elderly. However, both private and public sectors have a common interest 
' in quality service at low cost, 

Lee Turner, a highly successful attorney in Great Bend, Kansas, whose practice is largely 
made up of personal injury defense litigation, utilizes a "systems management" approach^ 
In his firm there are three attorneys and twenty-seven legal assistants. His main clients— 
insurance companies-are cost conscious and.want quality service, and yet they apparently 
are pleased with his services. He. draws his assistants from a pool of older women who are 
looking for jobs after their children grow up, and claims these women consfflute a stable 
and well- motivated workforce. Again, this reinforces our belief that older persons— men as 
weiT^ vyomen-provide a pool from which attorneys could draw for legal assistants. 



We have just begun to suggest possible ways to adapt the Santa Cruz model. We would 
like to hear from you concerning the usefulness of the Handbook and any new models you 
develop. 

California Rural Legal Assistance Office 
National Senior Citizens Law Center 
942'IVIarket Street, Suite 606 
San Francisco, CA 94102 
(415)989-3966 
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"THESANTA GRUZ story - SENIOR CITIZENS LEGAL SERVICES" 
17 minute, 16 mm. coloi film 



The film depicts a day in the operation of the Senior Citizens Legal Services office of 
Santa Cruz. ' ^ 

r 

A copy of the handbook, "The Santa Cruz Story: Older People Serving Older People 
in a Legal Setting/' accompanies the film. Copies of the handbook can, of course, be 
purchased separately. 



(TEAR ALONG THIS LINE,) 

ORDER FORM 



NAME 



TITLE 



OfTGAf^ATION 



ADOReSS , ' . CITY 

I Wish to {)reviev^' the filfn 

I No dciys reciuesled 

Pie for rod diile 

Lc'lesi (late 

Send to. Cahfornia Rur<jl Logal Assist<mce Office 

National Senior Citizens Law Center 
942 Market Street, Suite 606 
San Frcincisco, CA 94102 



STATE 



ZIP 



Telephone inquiries- (415) 989 3966 

ERLC 



1 wish to purchase the handbook. 
^ (82 50 /copy postpaid) 



No copies requested 
Amount enclosed 
Bill me 
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